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Day-to-Day Scope of Services o

¢ Phone:
< Handle customer inquiries regarding order status, membership, and/or marketplace order.

¢+ Handle each call with a genuine willingness to help.
< Restate customer’s issue or reason for call
¢ Provide an empathy and reassurance statement
< Create a case in client system for every interaction
< Research customers account to accurately identify best solution/answer for customer inquiry
¢ Use client Knowledge Base to provide customer with accurate and complete information
< Utilize Chat and QA PF resources when necessary
= Consistently achieve a minimum of 90% CA and SOW Priority Commitment
Follow all log in requirements (AVG, ASD, and all client systems)
* Email:
* Ensure all of the customer’s concerns and inquiries are addressed
¢+ Utilize proper Email templates from client’s BCM system when responding to Emails
¢ Tier 1:
¢ Handle customers who have requested to speak to a escalation point of contact, i.e. supervisor
= Inbound calls from Client’s retail store employee
= Communicate to Arise, significant issues or developments that affect or could affect service
delivery to Client program.
= Process escalated customer follow-ups via the client program system.
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>> From: Bradford Kerley <BKerley@arise.com<mailto:BKerley@arise.com>>
>> Date: Mon, Nov 3, 2014 at 4:06 PM ]

>> Subject: SOW Update - Barnes & Noble Programs

>> To: Bradford Kerley <BKerley@arise.com<mailto:BKerley @arise.com>>

>> Cc: Sheri Phillips <SPhillips@arise.com<mailto:SPhillips@arise.com>>
>>

>>

>>

>>

>>

>> [cid:image001.png @01CFF775.CAEBSC30]

>>

5>

>>

>> October 31, 2014

>>

>>

>>

>>To: Independent Businesses

>>

>> Attn: Independent Business Owners

>> Re: Star — Barnes & Noble.com Program

>>

>> |n addition to the below, the Statements of Work for Barnes & Noble.com and Barnes & Noble Emails include the
following, but these are not Star metrics:

>

>> B&N.com - Ten intervals (5 hours total) on Sunday and/or Saturday B&N

>> Email - Two intervals (1 hour total) on Sunday and/or Saturday

>>

>> During any weeks when there are not enough intervals available to satisfy the above, there is no impact to your
Independent Business.

>>

>> Congratulations! The Barnes & Nohle.com program is implementing changes to the Star Program which provide an
even simpler and more effective way for your company to understand and achieve top performance goals.

>>

>> This change will result in a modification in the Service Level Requirements that were listed in the Opportunity
Announcement vs. the Statement of Work that your Independent Business will be offered {and activated contingent
upon successful completion of the Certification process) for the Independent Business owner or Client Support
Professional who is enrolled in the current Barnes & Noble.com Certification classes that began on 10/13/14. Starting
11/1/2014 all Independent Businesses and their Client Support Professionals servicing on this program will experience

the updated Star Scorecards, available 24/7 on the Portal.
>>
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>> The metrics that will be included in the Statement of Work are listed below. We look forward to your Independent
Business providing service on the Barnes & Nohle.com (phones) and Barnes & Noble Email programs after successful
completion of the current Certification classes on 11/14/14, | want to reassure you that the Scope of Service is not

changing, and the Service Level Requirements are being modified to enable easier understanding for each Independent
Business.
>>

>> Below is the link to a 20 minute information session that | conducted 10/30/14 regarding the new Star process which
may help answer any questions you may have.

>> http://arise.adobeconnect.com/p6v3vscnxbh/

>>

>> What is changing?

>>

>> » Average Star Rating — no longer will your rating be determined solely by the lowest Star. We will now average the
Star Ratings for all of your Star Metrics, and round up to the next highest Star!
>>

>> » New Star Metrics - Commitment Adherence and Intervals Serviced will
>> be Star Metrics for all Client Programs

>>

>> e Priority Commitment — PC will be removed from the SOW. Instead,
>> Intervals Serviced will be a Star Metric that rewards your company
>> for servicing more intervals

>>

>> 0 ***[f you do not achieve at least 1 Star in Intervals Serviced,

>> your company’s SOW may be subject to termination

>>

>> Com - Ten intervals on Sunday and/or Saturday Email - Two intervals
>> on Sunday and/or Saturday

>

>> Future Star BN .com (with example):

>> Star Metric

>>

>>1

>>

5> 2

>>

>>3

>>

>> Example Rating

>>

>> Commitment Adherence

>>

>> 80% - 84.99%

>>

>>85% - 89.99%

>>

>>290%

>>

e

>>

>> Intervals Serviced ***

>>

>>< 20



>>

>>20-29

>>

>>2>30

>>

>>3

>>

>> Quality Scores (QA)

>>

>>90%-93%

>>

>>94% - 97%

>>

>>>98%

>>

>>2

>>

>> Average Handle Time (AHT)
>>

>>> 439

>>

>>381-439

>>

>><380

>>

>>3

>

>> Customer Satisfaction (OSAT)
>>

>><74%

>>

>>75%-84%

53

>> 2 85%

>>

>>2

>>

>> In this example, you would have earned a (12 Stars / 5 Metrics = 2.4)
>> 2 Star Rating (stars are rounded up/down to the nearest whole Star,
5

>> Future Star BN Email (with example):
>> Star Metric

>>

p

>>

5 )

>>

>>3

-3

>> Example Rating

>>

>> Commitment Adherence



>>

>>80% - 84.99%
>

>> 85% - 89.99%
>>

>>>90%

>

>>3

>>

>> Intervals Serviced ***
>>

>»e7

>>

>>8-9

>>

>>210

>>

>>3

>>

>> Quality Scares {QA)
>>

>>90%-53%

>

>> 94% - 97%

>>

>>2 98%

>>

>>1

>>

>> First Call Resolution (FCR)
>>

>>55%-79%

>>

>> 80% - 84%

>>

>> 2> 85%

>

= |

>

>> Customer Satisfaction (OSAT)
>>

>> < 74%

>>

>>75% - 84%

>>

>> > 85%

>>

>>1

>>

>> |n this example, you would have earned a (9 Stars / 5 Metrics = 1.8) 2 Star Rating (stars are rounded up/down to the
nearest whole Star.
5>



>> For more information on the Star changes, please read the attached FAQ. Please let me know if you have any
questions.

>>

>

i

>>

>> Thanks,

>> Brad

>>

> L O

>> Bradford Kerley

>> Client Results Manager - Arise Virtual Solutions Inc.
>> 3450 Lakeside Drive, Miramar, FL, 33027, US

>> office: 954.392.2730<tel:954.392.2730> mobile:
>> 407.970.9981<tel:407.970.9981> fax: 954.392.9640<tel:954.392.9640>
>> BKerley@arise.com<mailto:BKerley@arise.com>
>>

>>

>> <image001.png>

>> <Matthew RICE INVOICE 1.23.15.pdf>

>> <Matthew RICE INVOICE 1.09.15.pdf>

>> <Matthew RICE INVOICE 12.23.14 pdf>

>> <Matthew RICE INVOICE 12.08.14.pdf>






seem to be a waste of the parties” and the Court’s resources to litigate this issue given that these agreements have
already been held enforceable.

Let me know if you would like to discuss.
Best,

Adam P. KohSweeney

O 'Melveny & Myers LLP
Two Embarcaderc Center

San Francisco, CA 94111-3823
415.984.8912 (p)
415.984.8701 (f)
http://www.omm.com

This message contains information from the law firm of O'Melveny & Myers LLP which may be confidential, privileged,
or exempt from disclosure under applicable law. If you are not the intended recipient, be aware that disclosing,
copying, distributing or using this information is prohibited. If you have received this transmission in error, please
notify me immediately by electronic mail (akohsweeney@omm.com) and then delete the message. Thank you.

From: Jill Kehn [mailto:ikahn@llrlaw.com]

Sent: Monday, November 17, 2014 11:37 AM

To: Bryan Corbett _

Cc: Shannon Liss-Riordan; GoldsteinG@GTLAW.com; ranisp@gtlaw.com; KohSweeney, Adam P.; Hollinger, Chris
Subject: RE: Demands for Arbitration - Arise Virtual Solutions, Inc.

Thanks very much Bryan. This is it for now.

Glenn and Adam, several of our clients do not have capies of their arbitration agreements. Can you please send these to
the AAA? Bryan has offered that if you email PDFs directly to him, he can forward to the AAA intake department.

Best,
Jill

Jill S. Kahn, Esq.

Lichten & Liss-Riordan, P.C.
729 Boylston St., Suite 2000
Boston, MA 02116
617-994-5800
617-994-5801 (fax)
jkahn@lIrlaw.com

Please consider the environment before printing this email.

This e-mail message centains confidential and/or legally privileged information belonging to the sender and intended only for the review and use of the intended
recipient. If you are not the Intended recipient, any disclosure, dissemination, distribution, copying, review, or use of the information contained in this e-mail
message or any attachment is strictly prohibited. If you believe you have received this.e-mail message in error, please notify Lichten & Liss-Riordan, P.C. at (617).
994-5800, and purge this e-mail message from your computer system immediately. Thank you.

From: Bryan Corbett [mailto:CorbettB@adr.org]
Sent: Monday, November 17, 2014 1:54 PM
To: Jill Kahn




Cc: Shannon Liss-Riordan; GoldsteinG@GTLAW.com; ranisp@gtlaw.com; akohsweeney@omm.com; chollinger@omm.com
Subject: RE: Demands for Arbitration - Arise Virtual Solutions, Inc.

Thanks, Jill. 1 will get started on these right away. Our Intake department will need to assign them to me first, but that
shouldn’t take more than a few days.

~ Can you tell me if | should be expecting any additional demands in addition to these 10?

Thanks,

Bryan

Bryan Corbett

Case Administrator
American Arbitration Association
2200 Century Parkway Suite 300
Atlanta, GA 30345

www.adr.org

T:866 888 5293

F

The information in this transmittal (including attachments, if any) is privileged and/or confidential and is intended only for the recipient(s) listed above. Any
review, use, disclosure, distribution or copying of this transmittal is prohibited except by or on behalf of the intended recipient. If you have received this transmittal
in error, please notify me immediately by reply email and destroy all copies of the transmittal. Thank you.

From: Jill Kahn [mailto:jkahn@Ilrlaw.com]

Sent: Monday, November 17, 2014 1:43 PM

To: Bryan Corbett

Cc: Shannon Liss-Riordan; GoldsteinG@GTLAW.com; ranisp@gtlaw.com; akohsweeney@omm.com; chollinger@omm.com
Subject: Demands for Arbitration - Arise Virtual Solutions, Inc.

Bryan:

Attached please find copies of demands for arbitration sent today via UPS to the AAA and Arise’s counsel, on behalf of
several claimants who performed customer service work for Respondent Arise Virtual Solutions, Inc. These claims are
related to the matters which you have been coordinating, and we have requested that you manage these claims as well.

Best,
il

Jill S. Kahn, Esq.

Lichten & Liss-Riordan, P.C.
729 Boylston St., Suite 2000
Boston, MA 02116
617-994-5800
617-994-5801 (fax)
jkahn@llrlaw.com




ﬁ Please consider the environment before printing this email.

This e-mail message contains confidential and/or legally privileged information belonging to the sender and intended only for the review and use of the intended
recipient. If you are not the intended recipient, any disclosure, dissemination, distribution, copying, review, or use of the information contained in this e-mail
message or any attachment is strictly prohibited. If you believe you have received this e-mail message in error, please nolify Lichten & Liss-Riordan, P.C. at (617)
954-5800, and purge this e-mail message from your computer system immediately. Thank you.



From: Sheryl Holland <shervl@hollandcomputers.com>
Date: Sun, Nov 23, 2014 at 4:41 PM

Subject: BN Info for Rice,Matt regarding a gift for you.
To: "mattarroz@gmail.com" <mattarroz/@email.com>

Summary

Details

To Certified Client Solutions, Llc
Attn Patricia Rice

Re Mait Rice 520829
Dear Barnes and Noble CSP,r
The below information is abeut a gift for you. 1 listened to call from you today that you took on 11/21/14.

There should be no charge from "A Gift For You" orders. Customer would not see a charge and it's not a
charge from us, the marketing company that sends these items pays for them in full.

Please try to write order numbers down or use a notepad to jot the number down so you don't have to ask
them for the number more than once.

1 © GENERAL COUNSEL EXHIBIT NO.



KB Article 4721

Background

“A Gift For You’ is a valued Barnes & Noble customer who purchases B&N product for their ma.rketing
campaigns.

Customers may contact us if they receive a package from Barnes & Noble (usually containing a book)
and have not placed a B&N order. You can recognize these orders in SAP because the Billing
Information will read:

A Gift For.You
8430 Shore Dr

Muachesney Park, IL 61115

This will be a gift order, so the customer will not see the Sold To information or prices on the Packing
List. They should see a gift message.

How to assist these customers

1. Authenticate customer per Gift Recipient Guidelines (order #, title of item received, first & last
name and mailing address).

2. Explain that this package is a gift on behalf of “A Gift fo

r You”, a marketing company located in
lllinois. Assure the customer they were not billed for this item.

3. If the customer expresses concern or discomfort about this gift, please:
4. Assure the custcmer they are under no obligation to keep their gift .

5. Suggest that they re-gift the item, donate it to their local library/any charitable organization, or
simply discard it.

6. Do not offer a return label to the customer.

Additional suggestion

Read the Gift Message on the order to the customer to help explain the intention of the gift.



A typical message will read: “Please enjoy this copy. For more information please visit
www.karenfinerman.com”. ]n this example, the link takes the customer to an author's website.

IMPORTANT: If the customer asks if Barnes & Noble provided their personal information to the agency
or asks for clarification regarding our relationship with this agency, please use this scripting:

“A ' Gift for You” is a valued customer of Barnes & Noble, who places orders on our site for their marketing
campaigns. Iwant to assure you that we did not provide your personal information to them. We state in owr
Privacy Policy that “Barnes & Noble does not sell or rent your personal information and respects your
preferences with respect to your personal information, ...."

If the customer states they want to be removed from this marketing company’s mailing list, please
obtain the customer’'s email address, full name & address. Explain that they will shortly receive a
separate email from Barnes & Noble with the agency’s contact information and opt-out
instructions. PLEASE DO NOT PROVIDE THE EMAIL ADDRESS ON THE ORDER TO THE
CUSTOMER FOR THIS PURPOSE.

Forward the customer’s information to your supervisor or lead.

Supervisor\Lead

Forward customer information to BNManagementclassic@book.com.

Please contact me with any questions or concerns

Sheryl Holland
QA Performance Facilitator
BN Chat PF for Barnes & Noble

sheryl@hollandcomputers.com

If you don't g0 wftsr what you want, you 'l never have it. If you don't ask, the answer is ﬂlWﬂAjS 0.
If you don't step fam?ﬁm{, you 're Mw’m;i i the same FLMF" " — Nora Roberts
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From: Sheri Phillips <SPhillips(@arise.com>

Date: Tue, Nov 25, 2014 at 11:27 AM
Subject: Barned and Noble CSAT Feedback- 11/24/14
To: "mattarroz@email.com" <mattarroz@gmail .com>

Date: November 25, 2014

To: Certified Client Solutions, Llc
Attn: Patricia Rice

Re: Barnes and Noble OSAT Feedback
208 Rice, Mait, CSPID 520829

Please see the feedback below that was received as a result of an OSAT feedback submission from one of the
Barnes and Noble customers. Please pay special attention to the “Overall satisfaction with this customer
experience” question as well as “Do you consider your request resolved?” question.

Please keep in mind that this is the feedback received directly from the customer as a result of the recent
interaction. This feedback is the perception that our customer has of their experience. We encourage your CSP
to review the feedback below. Place close attention to the areas where you received a score of 1 through 7
and focus on improving the customer’s perception, but also remember to celebrate the scores of 8,9 or
10. Remember that the new stretch goal is to receive an average of 8.5 or better or =>85% since we
multiply the average by 100.

. GENERAL COUNSEL EXHIBIT NO. 1)



Please keep in mind that the OSAT feedback is not necessarily an indication that the proper procedure was not
followed. It is unfortunate at times that even when following the procedures, the customer might not be
satisfied. That is one of the risks we considered when sending the feedback out to the CSPs. When reviewing
the feedback please keep that in mind especially if you followed the correct process.

Added into this communication is feedback right from the Arise staff. Please keep in mind a few things about
this feedback. This feedback is based on the customer’s perception and does NOT take Barnes & Noble

processes/procedures into consideration. The feedback is given to help increase OSAT and does not necessarily
mean that your CSP Resource did not have any strengths during the interaction.

CSP Name/CSP ID:  Rice, Matt /520829
Date of Interaction: 11/22/2014

Type of Contact: Telephone call

CSP CSAT ID: . 69945778
Subject: Not assigned - Not assigned
Case/SR ID: 8010048212

Arise Feedback: Positive OSAT Survey! Thank you!

. Customer

Survey Question Hespense
Was courteous and professional 10
Communicated information clearly 10







Thank you for your company’s partnership.

*h ok kN

Sheri Phillips

Performance Compliance Lead = Arise Virtual Solutions Inc.

3450 Lakeside Drive, Miramar, FL, 33027, US

SPhillips@arise.com






We apologize the difficulty you're experiencing and understand your frustration. We're going to do everything we can to
resolve this issue pramptly.

For privacy and security purposes, | must ask you to reply with all of the following information: Member name, Member
Mailing address, and Barnes & Noble Membership number.

If you do not have your Membership number available, please provide one of the following: Phone number, last four digits
of the credit card #, or the last store in which your Membership was used.

Sincerely,

Matt

Customer Service Representative
Barnes & Noble

<AHREF="HTTP: ? www.bn.com>

Bottom of Form 1

Original Text

From: chrmdslayer1984@yahoo.com
To: service@barnesandnoble.com
CC:

Sent: 11/22/14 08:09:37

Subject:  Customer Service Mail - Order Number: BN Membership or Kids' Club

chrmdslayer1984@yahoo.com writes:

| just renewed my card yesterday at the local barnes and noble and when i try to use it online, it says it has expired and
cannot be used. (QICQNOIWIC) < my card number

and the renewal happened at 1:38 yesterday, November 21 2014.

it is very upsetting and a bit irritating as i am trying to place an order for Christmas and | know i still have a bit of time, but
the membership is renewed but being denied because it is &quot;Expired&quot;

Your help is appreciated, thank you

Eric Miller

Please contact me with any questions or concerns

Sheryl Holland
QA Performance Facllitator
BN Chat PF for Barnes & Noble

sheryl@hollandcomputers.com



"If you don't go after what you want, you'll never have it. If you den’t ask, the answer is always no. If you
don't step forward, you're always in the same place." — Nora Roberts






Unfortunately, your order had already been shipped by the time we received your request. Therefore, we were unable to cancel the
order. Please accept our apology for any inconvenience this may have caused.

You may return the merchandise to any Barnes & Noble store, with your receipt; within 14 days of delivery using our Easy Retum
Policy. Or, you may return the merchandise to BarnesandNoble.com for a prompt refund by either using the return form included with
the packing slip, or simply by refusing the delivery. When we receive the retwned merchandise, your account will be credited

immediately and any credit card adjustment will be reflected in the next 1-2 billing statements. If a debit account was used, the funds
will post according to the rules of your financial institution.

Please note for future orders, once an order is processed and the credit card is authorized, we are unable to cancel it.

Sincerely,

Matt

Customer Service Representative
Barnes & Noble

http://www.bn.com/

1-800-THE-BOOK

<PSTYLE="MARGIN: class=IMscNoermal 10pt? 0in>

Bottom of Form 1

Original Text

From: katie.e.mecall@gmail.com

To: service(@barmesandnoble.com

CcC:

Sent: 12/01/14 00:18:51

Subject: Customer Service Mail - Order Number: 836694285 - Other

katie.e.mccall(@gmail.com writes:

HI-
1 placed an order for these three DVDs and then found out that my mother in law (of course) had already purchased them for my
husband. I just want to cancel the order so I can choose three nsw DVDs before it ships out tomorrow. I went into my order and

selected cancel next to each item but it still locks like there is an order there- just want to make sure I'm covering my bases. Thanks
for your help,

Katie

From Tier 1 Note



12/02/2014 15:49:39 WIL_MRICE

em/ cust requestea cancel. informed cust order sHipped. unable to cancel.
Please contact me with any guestions or concerns

Sheryl Holland

QA Performance Facilitator

BN Chat PF for Barnes & Noble

sheryl@hollandcomputers.com

"If yous don't g9 after what you want, you'll never have it. If you dor't ask, the answer is Alwatysne.
If you don't step forward, you “re Aalwnys in the same place.” - Nora Roberts









included
on the
packing
list

Is there anything you would like to tell us about this experience with customer

service? : .

Do you consider your request resolved? No
Some

. . . . other

Which of the following best describes the reason your request is not yet

resolved? reason
(Please
describe)

*H*%IBO Principals - This CSAT survey was also emailed to your CSP as well

Thank you for your company’s partnership.

* k % % %

Sheri Phillips

Performance Compliance Lead - Arise Virtual Solutions Inc.
3450 Lakeside Drive, Miramar, FL, 33027, US

SPhillips@arise.com







Dear Judy Murray,

Bottom of Form 1

Top of Form 2

Thank you for contacting Bames & Noble regarding your order #837061903.

Your order was shipped on 12/01/2014. The carrier's tracking detail shows that it was delivered as follows:

Delivered On: ‘
Thursday, 12/04/2014 at 4:25 P.M.

Left At:
Front Door

- At times, a package that is scanned as delivered may actually be held at your local Post Office. If you have not
received your package, we ask that you please contact your local Post Office to inquire about your package.

Kindly contact us again with any information you receive, so that we may assist further if needed. We apologize
for any inconvenience this may have caused.

Please note that Barnes & Noble Customer Service has access only to the same tracking information to which
you have access. We hope this information has been helpful.

Bottom of Form 2

Top of Form 3

Sincerely,

Matt

Customer Service Representative
Barnes & Noble

<AHREF="HTTP: ? www.bn.com>

Bottom of Form 3

Original Text

From: iudv@deckandhomé.com

To: service(@barnesandnoble.com

CC:

Sent:  12/13/14 09:53:05

Subject: Customer Service Mail - Order Number: 837061903 - Your Order or Payment




judy@deckandhome.com writes:

We only received part of our order. We received a shipping confirmation for the Sunset Speeder and it arrived.
But when we still hadn't received a shipment notice for the Highway Speedster this week, we checked online
and the tracking said it was delivered on 12/4/14. We did not receive it. The first package which arrived was
shipped by USPS and the second, undelivered item, by UPS. Please let me know what we can do.

If you have any questions or concerns, please contact me.
Have a great day!

Sheryl Holland
QA Performance Facilitator
BN Chat PF for Barnes & Noble

sheryl@hollandcomputers.com

"If you don’t go after what you want, you’ll never have it. If you don’t ask, the answer is always
no. If you don’t step forward, you’re always in the same place.” — Nora Roberts



From: Sheryl Holland <
Date: Sat, Dec 27, 2014 at 12:05 PM
Subject: BN QA PH Rice

To: "arsecvberagent@gmajl.com” <arisecyberagent@gmail.com>
Ce: "mattarroz@gmail.com” <mattarroz@amail.com>

To Certified Client Solutions, Lic
Atin Patricia Rice
Re Matt Rice 520829

Dear Barnes & Noble 1BO,

Congratulations! [ recently listened to one of your CSPs calls and he exceeded the expectations!
Below is tha QA that was completed on the call. If you have any questions or concerns, please contact me.
Have a great day!

Sheryl Holland

QA Performance Facilitator

BN Chat PF for Barnes & Noble
sheryl@hollandcomputers.com

"if you don’t go affer what you want, you'll never have it. If you don’t ask, the answer Is always no. If you don’t step
forward, you're always in the same place.” - Nora Roberts

Barnes & Noble Calls Form

CSP Identification: 520829 Form 1D: 28716

CSP First Name: Matt CSP Last Name: Rice

Membership #/Nama: Cali Number: NPTO20DS73GEK2CGSD
Czll Date and Time: 2014-12-26 13:51:51 Type of QA: Manual QA

Cali Type: Order Status Email: matarmz@gmail.com
Total QA Score: 98.14% Avg Talk Time: 533

Procedures (50% of total score)
1. Identfied the poblem 1429 polnts) ; e Yes -7 Poinl(s)
1 Yes - 7.1429
2. Askgd questions necessary to resolve the lssue (7.1429 Points) . Point(s)
Yes - 7.1429
3. Entared data accurately (7.1429 Points) AT T B  Point(s)
4, Researched thoroughly and/or used appropriate troubleshooting techniques to attempt o Yes - 7.1429 ]

GENERAL COUNSEL EXHIBIT NO. &
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Great opening, restatement, and using customers name! Excellent tracking and detailed notes! you gave proper closing

Opportunities:
WOW MATT! Great Great Great Job!!!

PF Name: 411271 - Sheryl Holland

[Metric Review _ —
AP L oo e g M0
vericz NA
Metric3 N/A

We would like to hear from you about your sessioni! Please Click Here

to take an online survey.



From: Sheri Phillips <SPhillips(@arise.com>
Date: Wed, Jan 7, 2015 at 2:03 PM

Subject: Barnes and Noble CSAT Feedback- 12/31/14 through 1/6/15
To: "mattarrozi@email.com" <mattarroz{@egmail.com>

Date: January 7, 2015

To: Certified Client Solufions, Llc
Attn: Patricia Rice

Re: Barnes and Noble OSAT Feedback
ca: Rice, Matt, CSPID 520829

Please see the feedback below that was received as a result of an OSAT feedback submission from one of the
Bamnes and Noble customers. Please pay special attention to the “Overall satisfaction with this customer
experience” question as well as “Do you consider your request resolved?” question.

Please keep in mind that this is the feedback received directly from the customer as a result of the recent
interaction. This feedback is the perception that our customer has of their experience. We encourage your CSP
to review the feedback below. Place close attention to the areas where you received a score of 1 through 7
and focus on improving the customer’s perception, but also remember to celebrate the scores of 8,9 or
10. Remember that the new stretch goal is to receive an average of 8.5 or better or =>85% since we
multiply the average by 100.

, GENERAL COUNSEL EXHIBIT NO. .3 ((



Please keep in mind that the OSAT feedback is not necessarily an indication that the proper procedure was not
followed. It is unfortunate at times that even when following the procedures, the customer might not be
satisfied. That is one of the risks we considered when sending the feedback out to the CSPs. When reviewing
the feedback please keep that in mind especially if you followed the correct process.

Added into this communication is feedback right from the Arise staff. Please keep in mind a few things about
this feedback. This feedback is based on the customer’s perception and does NOT take Bames & Noble
processes/procedures into consideration. The feedback is given to help increase OSAT and does not necessarily
mean that your CSP Resource did not have any strengths during the interaction.

CSP Name/CSP ID: Rice, Matt /520829

Date of Interaction: 1/5/2015

Type of Contact: Telephone call

CSP CSAT ID: 71534588
Subject: Not assigned - Not assigned
Case/SR ID: 8010528159

Arise Feedback: Positive OSAT Survey! Thank you!

Customer

Survey Question Response

Was courteous and professional 10

Communicated information clearly 10







From: Sheryl Holland <
Date: Thu, Jan 8, 2015 at 11:54 AM
Subject: BN QA PH Rice
To: "arisecyberagent@gmail.com” <arisecyberagent@amail.com>
Cc: "mattarroz@gmeil.com” <mattamroz@gmall.com>

To Certified Client Solutions, Lic

Attn Patricia Rice

Re Matt Rice 520829

Dear Barmes & Noble iBO,

Congratulations! 1 recently listened to one of your CSPs calls and he exceaded the expectations!
Below is the QA that was completed on the call. Ifyou have any questions or concerns, please contact me.
Have a great day!

Sheryl Holland

QA Performance Facilitator

8N Chat PF for Barnes & Noble
sheryi@hollandcomputsrs.com

“If you don’t go after what you want, you'll never have it. If you don't ask, the answer Is always no. if you don’t step
forward, you're always in the same place.” - Nora Roberts

Barnes & Noble Calis Form

CSP Identification: 520829 Form ID: 28774

CSP First Name: Matt CSP Last Name: Rice

Membership #/Name: WR Call Number: 2MESP7BOE4EOLFINAY
Call Date and Time: 2015-01-06 13:51:15 Type of QA Manual QA

Call Type: Other Emall; mattarroz@gmail.com
Total QA Score: 97.14% Avg Talk Time: 4:21

[Procedures (50% of total score) e B e

1. Identified the problem (7.1429 Points) e y : Yes - 7 Point(s)

2. Asked questions necessary to resolve the Issue (7.1425 Peints) YEPo-lr?i(Szg
P ST S LR S s o S e

3. Entered data accurately (7.1429 Polnts) Polnt(s)

4, Researched thoroughly and/or usad appropriate troubleshooting techniques to attempt to Yes - 7.1429

resofve the issue (7.1429 Points) Point(s)

5. Provide accurate info and adhered to standard customer policies and procedures (7.1429 Points) YQSP‘;IZ&X;)'ZQ

e . »







PF Name: 411271 - Sheryl Halland

Metric Raview
ieted s s N ]
Metic2 . NA
|Metric 3 N/A

We would like to hear from you about your session!! Please Click Here

to tzke an online survey.








